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DETAILED ACTION 

1 . The following is a Final Office Action in response to the communication received 
on October 20, 2005. Claims 1, 12 and 18-20 have been amended. Claims 1-9 and 11- 
20 are now pending in this application. 

Response to Amendment 

2. Applicant's amendments to claims 1, 12 and 18-20 are acknowledged. 

Claim Rejections - 35 USC § 102 

3. The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(e) the invention was described in (1) an application for patent, published under section 122(b), by 
another filed in the United States before the invention by the applicant for patent or (2) a patent 
granted on an application for patent by another filed in the United States before the invention by the 
applicant for patent, except that an international application filed under the treaty defined in section 
351(a) shall have the effects for purposes of this subsection of an application filed in the United States 
only if the international application designated the United States and was published under Article 21(2) 
of such treaty in the English language. 

4. Claims 1-3, 5-7, 11-13, 15 and 18-20 are rejected under 35 U.S.C. 102(e) as 
being anticipated by Zompa et al. (U.S. 6,937,991). 

As per claims 1,12 and 18-20, Zompa et al. discloses a method, apparatus and 
machine-readable medium having stored thereon data representing sequences of instructions, 
said sequences of instructions executed by a processor, for aggregating feedback, comprising: 

receiving a first set of travel information including information identifying a traveler, an 
itinerary of said traveler, and at least one travel service provider scheduled to provide services 
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to said traveler (col. 2, lines 53-56; col. 4, lines 58-61; The system employs "Travel Notification 
Messages," which identify the traveler by name, the destination and the dates of travel.); 

automatically generating after completion of travel associated with said itinerary, by a 
processor, a feedback request based on said itinerary and requesting specific feedback 
regarding said at least one travel service provider (col. 5, lines 39-49; After a traveler has 
completed his/her travel, a feedback request is sent to him/her requesting feedback about the 
travel services received.); 

transmitting said feedback request to said traveler (col. 5, lines 39-60; After a traveler 
has completed his/her travel, a feedback request is sent to him/her requesting feedback about 
the travel services received.); 

receiving feedback information from said traveler (col. 5, lines 43-49; The traveler 
submits the feedback either by replying to the email, or answering a questionnaire or survey.); 
and 

analyzing said feedback information received from said traveler by said processor (col. 
5, lines 47-49; The feedback is analyzed to determine the effectiveness of travel services.)- 

As per claims 2 and 13, Zompa et al. discloses the method of claims 1 and 12, wherein 
said first set of travel information is received from a travel organizer (col. 2, lines 41-60; A 
travel center, or travel organizer, sends the Travel Notification Message" to the specialized 
travel service providers if specialized travel services are needed.). 

As per claim 3, Zompa et al. discloses the method of claim 2, wherein said analyzing 
further comprises: determining whether at least a portion of said feedback information should 
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be provided to said travel organizer (col. 5, lines 47-49 and 55-60; The system decides to allow 
the travel organizer/service providers to obtain the feedback from a traveler.). 

As per claim 5, Zompa et al. discloses the method of claim 1 , wherein said automatically 
generating further comprises: determining a type of said at least one travel service provider 
and generating said feedback request based on said type (col. 5, lines 43-49; The travel 
service providers may send feedback requests relating to the specific type of services they 
provided to the traveler.). 

As per claim 6, Zompa et al. discloses the method of claim 4, wherein said type is one 
of at least an airline, a car rental, a hotel, and a travel agency (col. 4, lines 13-16; The travel 
center is a travel agency.). 

As per claims 7 and 15, Zompa et al. discloses the method of claims 1 and 12, wherein 
said analyzing further comprises: determining whether said feedback information includes a 
complaint (col. 4, lines 47-49; The feedback allows the travel center/service providers to 
determine the effectiveness of their travel services. Therefore, the feedback may include 
information that the services were not effective (i.e., a complaint) or that they were effective 
(i.e., praise).). 

As per claim 1 1 , Zompa et al. discloses the method of claim 1 , wherein said analyzing 
further comprises: determining whether at least a portion of said feedback information should 
be provided to said at least one travel services provider (col. 5, lines 47-49 and 55-60; The 
system decides to allow the travel organizer/service providers to obtain the feedback from a 
traveler.). 
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Claim Rejections - 35 USC § 103 

5. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

6. Claims 4, 8, 9, 14, 16 and 17 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Zompa et al. (U.S. 6,937,991) as applied above. 

As per claim 4, Zompa et al. discloses the method of claim 1 , as discussed 
above. Zompa et al. further discloses receiving and maintaining travel dates for the 
travel (col. 2, line 56) and sending feedback requests to travelers after they have 
completed their travel (col. 5, lines 39-49). Zompa et al. does not expressly disclose 
comparing a travel completion date from said first set of travel information to a current 
date. However, given that Zompa et al. has information about a traveler's travel dates 
and sends feedback to travelers after their travel is completed, at the time of the 
invention, it would have been obvious to a person of ordinary skill in the in the art for the 
system of Zompa et al. to compare a travel completion date with a current date because 
that would have been an effective and efficient way to ensure that the feedback request 
is sent to a traveler after their travel. 

As per claim 16, Zompa et al. discloses the computer-implemented method of claim 12 
as disclosed above including receiving feedback from travelers via emails, surveys and 
questionnaires (col. 5, lines 43-47). Zompa et al. does not expressly disclose determining 
whether the feedback information received from the traveler includes a request for a response. 
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However, it is old and well known in customer service and customer satisfaction surveys, 
questionnaires and emails for the customer to include a request for a response from the 
product/service provider. Thus, at the time of the invention, it would have been obvious to a 
person of ordinary skill in the art for the system of Zompa et al. to allow travelers to request a 
response in their feedback since doing so would have been in accordance with standard 
customer service practice. Allowing travelers to request a response further enhances the 
usefulness of the customer service/satisfaction system by allowing travelers to receive 
feedback on their feedback, thus encouraging dialogue between the traveler and the travel 
service provider. 

As per claims 8, 9, 14 and 17, Zompa et al. discloses the method of claims 7 and 16, as 
discussed above wherein surveys, questionnaires, emails are used to solicit customer service 
feedback from travelers about the travel services they received (col. 5, lines 43-47). However, 
Zompa et al. does not expressly disclose wherein said analyzing further comprises: 
determining whether said complaint requires a response from said at least one travel service 
provider and monitoring said complaint to determine whether a satisfactory response from said 
at least one travel service provider has been received; or determining whether a resolution is 
required. However, it is old and well known in the customer service industry to respond to a 
customer complaint in order to remedy a problem. Thus, at the time of the invention, it would 
have been obvious to a person of ordinary skill in the art for the system of Zompa et al. to 
determine whether a complaint requires a response/resolution from a service provider and to 
monitor the complaint to determine whether a satisfactory response from the service provider 
has been received because doing so conforms to standard customer service practice to 
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ensure that a customer's problems are being addressed to the customer's satisfaction so that 
the customer will return for additional services, which is in accordance with a goal disclosed by 
Zompa et al. of travel service providers using the feedback received from travelers to improve 
their travel services (col. 5, lines 47-49). 

Response to Arguments 

7. Applicant's arguments are moot in view of the new grounds of rejections resulting 
from the amendments. 

Conclusion 

8. Applicant's amendment necessitated the new ground(s) of rejection presented in 
this Office action. Accordingly, THIS ACTION IS MADE FINAL. See MPEP 

§ 706.07(a). Applicant is reminded of the extension of time policy as set forth in 37 
CFR 1.136(a). 

A shortened statutory period for reply to this final action is set to expire THREE 
MONTHS from the mailing date of this action. In the event a first reply is filed within 
TWO MONTHS of the mailing date of this final action and the advisory action is not 
mailed until after the end of the THREE-MONTH shortened statutory period, then the 
shortened statutory period will expire on the date the advisory action is mailed, and any 
extension fee pursuant to 37 CFR 1 .136(a) will be calculated from the mailing date of 
the advisory action. In no event, however, will the statutory period for reply expire later 
than SIX MONTHS from the date of this final action. 
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The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. 

• Dashefsky et al. (U.S. 6,098,048) discusses an automated data collection for 
consumer surveys; 

• Brinkerhoff (U.S. 6,963,848) discusses a system and method for obtaining 
consumer reviews based on calculating a date that the user has completed 
reviewing the product/receiving the service; 

• "Results Are In - More than 60,000 Holiday Customer Service Votes Counted In 
PlanetFeedback's First Annual Holiday Report Card," PR Newswire, Jan 5, 2001 
[retrieved from Dialog] discusses a website where consumers submit feedback 
on travel-related services; 

• "Travelocity.com Take-Offs News Media Edition," PR Newswire, Oct 4, 2000 
[retrieved from Dialog] discusses a travel web site where travelers can submit 
reviews on travel-related services; 

• Ostrowski et al. "Service quality and customer loyalty in the commercial airline 
industry," Journal of Travel Research, Fall 1993 [retrieved from Dialog] discusses 
issues related to customer service and quality in the airline industry and provides 
evaluation questions for travelers related to the customer service and quality 
received; and 
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• Archived version of www.planetfeedback.com, Aug 2000 [retrieved from Internet] 
shows features of a website that allows consumers to submit feedback on travel- 
related services. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to C. Michelle Tarae (formerly, C. Michelle Colon) whose 
telephone number is 571-272-6727. The examiner can normally be reached Monday - 
Friday from 8:30am to 5:30pm. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Tariq Hafiz, can be reached at 571-272-6729. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toil-free). 

Any response to this action should be mailed to: 

Commissioner for Patents 

P.O. Box 1450 
Alexandria, VA 22313-1450 

or faxed to: 
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703-872-9306 [Official Communications; including After Final 

communications labeled "Box AF"] 
571-273-6727 [For status inquiries, draft communication, labeled 
"Proposed" or "Draft"] 
Hand delivered responses should be brought to: 

United States Patent and Trademark Office 
Customer Service Window 
Randolph Building 
401 Dulany Street 
Alexandria, VA 22314 
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January 4, 2006 
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SUPERVISORY PATENT EXAMINER 
TECHNOLOGY rV-fTER 3800 



